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Benefits Center Average Wait times comparison 2018 vs 2019
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Client Information Line:
June 2019 -September 2019

160,000
140,000
120,000 * Calls placed to
the Benefits
100,000
% Center across
S 80,000 all DSS
s programs,
2 60,000 including
40,000 medical, SNAP
(Food Stamps),
20,000 cash assistance
0
Jun-19 Jul-19 Aug-19 Sep-19
m Total Calls to the IVR (24 hour period) 112,847 134,553 126,646 118,626
m Total Calls to the IVR (Business hours) 100,996 119,762 113,441 105,258
= Total Calls Resolved by the IVR 41,187 47,409 45,648 42,558
m Total Calls Transferred to the BC 59,807 72,355 67,792 62,700
u Total Calls Answered in the BC 43,903 46,016 46,271 45,594
= Calls Abandoned in BC Queue After Threshold 15,379 25,111 20,695 16,625
Interviews Conducted 13,714 15,246 14,893 14,804

Note: Calls abandoned after threshold exclude abandoned within first 20 seconds (i.e., less than 20 seconds)

Data as of September 30, 2019
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Benefits Center Calls Answered
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Data as September 30, 2019 5
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Number of Incoming and Abandoned Calls
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